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Dear Mr. Kozak:

I have enclosed a fully executed Cable Television License Renewal Agreement between
Charter Communications and the Town of Northbridge. This ten-year agreement is
effective on May 13, 2013.

The Town, as Issuing Authority, is also required to submit a copy of the Renewal License
to the Massachusetts Department of Telecommunications & Cable, along with a
statement consistent with Section 3.06 of 207 CMR. I have attached the text of that
section of the state cable regulations for your convenience. This should be sent to Catrice
Williams, Secretary, Massachusetts Department of Telecommunications & Cable, 1000
Washington Street, Suite 820, Boston, MA 02118-6500.

On behalf of Charter Communications, let me say that we very much look forward to the
opportunity to continue to serve the residents and businesses in the town of Northbridge.

If you have any questions, please contact me at 508-853-1515 x72857 or by email:
Tom.Cohan@charter.com.

Sincerely yours,

Thomas P. Cohan
Director of Government Relations

1 508.8531515 i 95 Higgins Street
www.charter.com Worcester, Massachusetts 01606



3.06: License Renewal Grant or Denial

(1) Concurrent with the grant of a renewal license, the issuing authority shall issue
a written public statement reporting the license grant and detailing the reasons for
it, including but not limited to the applicant’s substantial compliance with
provisions set forth in 47 U.S.C. § 546(c)(1)(A) through (D). Those provisions are
as follows:

(a) The cable operator has substantially complied with the material terms
of the existing franchise and with applicable law;

(b) The quality of the operator's service, including signal quality, response
to consumer complaints, and billing practices, but without regard to the
mix or quality of cable services or other services provided over the
system, has been reasonable in light of community needs;

(c) The operator has the financial, legal and technical ability to provide the
services, facilities and equipment as set forth in the operator's proposal;
and

(d) The operator's proposal is reasonable to meet the future cable-related
community needs and interests, taking into account the cost of meeting
such needs and interests.

(2) Within seven days of the grant of a renewal license, the issuing authority shall
file copies of the following documents with the Commission:

(2) The issuing authority statement prepared pursuant to 207 CMR
3.06(1); and
(b) The renewal license.

(3) Should the issuing authority deny a renewal application, within 14 days of its
decision to deny, it shall issue a written statement detailing the reasons for its
denial, specifically addressing the criteria set forth in 207 CMR 3.06(1)(a)
through (d). The issuing authority shall file a copy of this statement with the
license renewal applicant and with the Commission upon issuance.

e Catrice Williams
Secretary
Massachusetts Department of Telecommunications & Cable
1000 Washington Street, Suite 820
Boston, MA 02118-6500
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CHARTER FRANCHISE AGREEMENT

This Franchise Agreement is between the Town of Northbridge, hereinafter referred to as the
“Franchising Authority” and Charter Communications Entertainment I, LLC 1/k/a Charter
Communications, hereinafter referred to as the “Licensee.”

WHEREAS, the Issuing Authority of the Town of Northbridge, Massachusetts ("Town"),
pursuant to Chapter 166A of the General Laws of the Commonwealth of Massachusetts, as
inserted by Chapter 1103 of the Acts of 1971, as amended, is authorized to grant one or more
non-exclusive, renewal licenses to construct, upgrade, operate and maintain a Cable Television
System within the Town of Northbridge and

WHEREAS, the Franchising Authority finds that the Licensee has substantially complied
with the material terms of the current Franchise under applicable laws, and that the financial,
legal and technical ability of the Licensee appears to be sufficient to provide services, facilities
and equipment necessary to meet the future cable-related needs of the community, and

WHEREAS, both parties agree that this statement shall in no way eliminate, reduce or abridge
any of the lawful rights and remedies available to the Town or Licensee in the future, and

WHEREAS, having afforded the public adequate notice and opportunity for comment,
Franchising Authority desires to enter into this Franchise with the Licensee for the construction
and operation of a cable system on the terms set forth herein; and

WHEREAS, the Franchising Authority and Licensee have complied with all federal and
State-mandated procedural and substantive requirements pertinent to this franchise renewal;

NOW, THEREFORE, the Franchise Authority and Licensee agree as follows:
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1 Definition of Terms

1.1 Terms

For the purpose of this franchise the following terms, phrases, words and their derivations shall have the
meaning ascribed to them in the Cable Communications Policy Act of 1984, as amended from time to time (the
“Cable Act”), unless otherwise defined herein. When not inconsistent with the context, words used in the present
tense include the future, words in the plural number include the singular number, and words in the singular number
include the plural number. The word "shall" is mandatory and "may" is permissive. Words not defined shall be given
their common and ordinary meaning.

1. “Access Designee” shall mean Northbridge Community Television, Inc. (NCTV).

2. “Cable System,” “Cable Service,” “Cable Operator” and “Basic Cable Service” shall be defined as set forth in
the Cable Act.

3. “Cable Act” shall mean the Cable Communications Policy Act of 1984, Public Law No. 98-549, 98 Stat. 2779
(1984), 47 U.S.C. 521 et seq., (the "1984 Cable Act"), amending the Communications Act of 1934, as further
amended by the 1992 Cable Consumer Protection and Competition Act, Public Law No. 102-385 (the "1992
Cable Act") and by the Telecommunications Act of 1996, Public Law No. 104-104.

4. “Cable Division” shall mean The Cable Television Division of the Massachusetts Department of
Telecommunications and Cable.

5. “Channel”: A portion of the electromagnetic frequency spectrum which is in a cable system and which is
capable of delivering a television channel (as television channel is defined by the Federal Communications
Commission by regulation).

6. “Educational Access” shall mean the programming, channels and facilities allocated to the Town of
Northbridge for educational use in accordance with this agreement and with the Cable Act.

7.  “Execution date” shall mean the date when both parties execute the License.

8. "External Cost" shall mean Costs as defined in Section 76.922(d)(2) of the FCC's regulations, as such
regulations may hereafter be from time to time amended.

9. "FCC" shall mean the Federal Communications Commission and any successor governmental entity thereto.

10. “Franchise Authority or Issuing Authority” shall mean the of the Town of Northbridge, Massachusetts, acting in
its capacity as license Issuing Authority pursuant to M.G.L. c. 1664, § 1.

11. "Franchise" or “License” shall mean the non-exclusive rights granted pursuant to this franchise to construct and
operate a Cable System along the public ways within all or a specified area in the Service Area.

12. “Government Access” shall mean the programming, channels and facilities allocated to the Town of
Northbridge for governmental use in accordance with this agreement and with the Cable Act.

13. “Gross Annual Revenue” or “Gross Revenue” means all revenue allowed under the law and includes any
revenue received by the Licensee from the operation of the Cable System to provide Cable Services in the
Service Area including home shopping and advertising, provided, however, that such phrase shall not include:
(1) any taxes, fee or assessment of general applicability collected by the Licensee from Subscribers for pass-
through to a government agency, including the FCC User Fee; (2) un-recovered bad debt; and (3) any Franchise
Fee, PEG or I-Net amounts recovered from Subscribers.

14. "Headend" shall mean The electronic control center of the Cable System containing equipment that receives,
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amplifies, filters and converts incoming Signals for distribution over the Cable System.
"Installation" shall mean the connection of the Cable System from feeder cable to Subscribers' terminals.

"Institutional Network Channel or I-NET Channel" shall mean a Channel for upstream or downstream video,
audio or data transmission on a network separate from the Subscriber network.

"Leased channel or Leased Access" shall mean any Channel available for lease for programming by persons
other than Licensee in accordance with the 1984 Cable Act, 47 U.S.C. 532.

"Licensee" shall mean Charter Communications Entertainment I, LLC I/k/a Charter Communications or its
lawful successor, transferee or assignee.

"Pay-per-view" shall mean programming delivered for a fee or charge to Subscribers on a per-program or per
day part basis

"Person" shall mean an individual, partnership, association, organization, corporation or any lawful successor,
transferee or assignee of said individual, partnership, association, organization or corporation.

"Premium Services" shall mean programming delivered for a fee or charge to Subscribers on a per-channel
basis.

"Programming" shall mean any video, audio, or text carried over the Cable Television System

. Public Access” shall mean the programming, channels and facilities allocated to the Town of Northbridge for

public use in accordance with this agreement and with the Cable Act.

"Public School" shall mean any school at any educational level operated within the Service Area by any public
school system, but limited to elementary, junior/middle high school and high school.

"Public way or Street” shall include the surface of, as well as the spaces above and below, any and all public
streets, avenues, highways, alleys, sidewalks, lanes, boulevards, concourses, bridges, tunnels, and parkways to
which the Town has rights compatible with the installation of cable and ancillary equipment pursuant to this
License, now or hereafter existing. Reference herein to "Public Way" or "Street" shall not be construed to be a
representation or guarantee by the Town that the Licensee shall gain or be permitted to exercise any rights to
use property in the Town greater than those possessed by the Town.

"Reasonable notice" shall be written notice addressed to the Licensee at its principal office or such other office
as the Licensee has designated to the Franchise Authority as the address to which notice should be transmitted

to it.

"Service Area" shall mean the geographic boundaries of the Franchise Authority, and shall include any
additions thereto by annexation or other legal means, subject to the exception in subsection 6.1 hereto.

"State" shall mean the Commonwealth of Massachusetts.

"Subscriber" shall mean any Person, firm, corporation or other entity who or which elects to subscribe to, for
any purpose, a Service provided by the Licensee by means of, or in connection with, the Cable Television

System.

"Subscriber Network™ shall mean the 750 MHz Cable Television System to be owned, operated and maintained
by the Licensee, over which Signals can be transmitted to Subscribers..

"Town" shall mean The Town of Northbridge, Massachusetts.

"Upstream Channel" shall mean a Channel within the Cable System over which signals travel to the headend
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from origination points to the headend along either the Institutional Network or the residential Cable System

"Video Origination Point" shall mean a point in the Cable System where, using appropriate Public, Educational
or Governmental Access Video equipment, an authorized Access user can connect to the Institutional Network
and transmit video on an Upstream Channel to be retransmitted onto a Cable System Downstream Access

Channel.

10
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2 Grant of Franchise

m——

2.1 Grant

PURSUANT to the authority of Chapter 166A of the General Laws of the Commonwealth of
Massachusetts and the Cable Communications Policy Act of 1984, as amended, and subject to the terms and
conditions set forth herein, the Board of Selectmen of the Town of Northbridge acting as the Issuing Authority of
the Town, hereby grants a non-exclusive, revocable cable television renewal license to Licensee, authorizing and
permitting Licensee to construct, upgrade, install, operate and maintain a Cable Television System within the
municipal boundaries of the Town. Subject to the terms and conditions herein, the Issuing Authority grants to
Licensee, the right to construct, upgrade, install, operate and maintain the Cable Television System in, under, over,
along, across or upon the public streets, lanes, avenues, alleys, sidewalks, bridges, highways, compatible easements
and other Public Ways or places within the Town or within subsequent additions thereto, for the purpose of Cable
Television System reception, transmission, collection, amplification, origination, distribution, or redistribution of
audio, video, text, data or other signals. The Renewal License is granted pursuant to Chapter 166A of the General
Laws of the Commonwealth of Massachusetts, as amended, and with all rules and regulations of the FCC, the rules
and regulations of Cable Division, the Cable Act, as amended, and all other rules and regulations in force and effect

upon the date hereof.

2.2 Term

The Franchise and the rights, privileges and authority hereby granted shall be for a term of ten (10) years,
commencing on the Effective Date of this Franchise as set forth in subsection 15.12, unless otherwise lawfully
terminated in accordance with the terms of this Franchise.

2.3 Franchise Requirements For Other Franchise Holders

(a) The Renewal License shall not affect the right of the Issuing Authority to grant to any other person a

" “*license or right to occupy or use the streets, or portions thereof, for the construction, installation, operation
or maintenance of a Cable Television System within the Town, or the right of the Issuing Authority to
permit the use of the public ways and places of the Town for any purpose whatever. Licensee hereby
acknowledges the Issuing Authority's right to make such grants and permit such uses. Issuing Authority
shall not permit or authorize any person or entity to operate a cable system without a License or franchise,

as defined by 47 U.S.C. § 522(9).

(b) Ifthe Town enters into any contract, license, agreement, or the like with a cable system operator, which is
not an affiliate of Licensee, the terms of that contract, license or agreement shall be on substantially
equivalent terms and conditions contained in this agreement or such terms and conditions equitably
modified to reflect any differences between the License and any additional license, contract or agreement in
terms of benefit to the respective cable system, including, but not limited to, such considerations as (i)
length of term; (ii) extent of service area; (iii) system design and construction specifications; (iv) the
payment of any franchise fees; (v) any payments for the support PEG access programming; (vi) any grants
for capital equipment for PEG access programming; (vii) the provision of any service or service
connections to schools or public buildings; (viii) the construction of an I-Net; and (ix) customer service
standards. To the extent that the terms of the License are less favorable and more burdensome to the
Licensee than those of the provision of such subsequent or additional license, contract, or agreement when
such terms are taken as a whole, the Town, upon written request of the Licensee, after providing public
notice, shall hold a public hearing to afford Licensee the opportunity to demonstrate the disparate nature of
the terms of the additional license(s) and, following said hearing, the Town shall take actions to rectify said
differences, including, but not limited to, amending the additional license, contract, or agreement so that
they are not on more favorable or less burdensome terms than the terms of the License or amending this
License so that its terms are not less favorable or more burdensome than those of any additional license,
contract, or agreement when taken as a whole. In devising an appropriate remedy, the Town shall consider
that, in certain instances, eliminating ongoing obligations after the implementing construction has been
undertaken may be inadequate to provide meaningful relief.

11
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(c) Further to the above, Licensee agrees to engage in good faith and timely negotiations with any such holder
of an additional license with the Franchising Authority using the public ways to discuss interconnection for
the carriage of local PEG access channels.

2.4 Police Powers and Conflicts with Franchise

By executing the Renewal License, the Licensee acknowledges that its rights are subject to the powers of
the Town to adopt and enforce general by-laws necessary to the safety and welfare of the public. The Licensee shall
comply with all applicable State and Town laws, by-laws, rules, and regulations governing construction within a
Public Way. In the event of any conflict between this Franchise and any Franchising Authority by-law or regulation,
this Franchise will prevail. This Franchise is a contract and except as to those changes, which are the result of the
Franchising Authority’s exercise of its general police power, the Franchising Authority may not take any unilateral
action, which materially changes the explicit mutual promises in this contract. Nor may the Franchisee take any
unilateral action, which materially changes the explicit mutual promises in this contract. Any changes to this
Franchise must be made in writing signed by the Licensee and the Franchising Authority.

2.5 Cable System Franchise Required

No Cable System shall be allowed to occupy or use the streets or public rights-of-way of the Service Area or be
allowed to operate without a Cable System Franchise to the extent required by state and federal regulations.

2.6 Cable Advisory Committee

At the discretion of the Issuing Authority, the Cable Advisory Committee may be vested by the Issuing Authority
with such power and authority as may lawfully be delegated.

(a) The Issuing Authority and/or its designee(s) shall be responsible for the day to day oversight of the Cable
Television System pursuant to this License. The Issuing Authority and the Cable Advisory Committee, if so
designated, shall monitor and enforce the Licensee's compliance with the terms and conditions of this License.

(b) The Licensee shall meet with the Issuing Authority or the Cable Advisory Comumittee, if so designated, to

review the Licensee's compliance with the License as well and to review other issues related to this License. Such
meetings may be requested by the Issuing Authority, the Cable Advisory Committee, or the Licensee.

12
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3 Franchise Renewal

3.1 Procedures for Renewal

The Franchising Authority and the Licensee agree that any proceedings undertaken by the Franchising
Authority that relate to the renewal of the Licensee’s Franchise shall be governed by and comply with the provisions

of Section 626 of the Cable Act, or any such successor statute.

13
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4 Indemnification and Insurance

4.1 Indemnification

(a) The Licensee shall, by acceptance of the Franchise granted herein, defend the Town, its officers, boards,
commissions, agents, and employees for all claims for injury to any Person or property caused by the activities of
the licensee in the installation, operation, or maintenance of the Cable System and shall indemnify and hold The
Town, its officers, boards, commissions, agents, and employees harmless from any and all liabilities, claims,
demands, or judgments growing out of any injury to any Person or property as a result of the activities of Licensee
arising out of the construction, repair, extension, maintenance, operation or removal of its wires, poles or other
equipment of any kind or character used in connection with the operation of the Cable System, provided that the
Issuing Authority shall give the Licensee written notice of its obligation to indemnify the Town in a manner
consistent with subsection 4.1(b) below. In the event any such claim arises, the Issuing Authority shall tender the
defense thereof to the Licensee and the Licensee shall have the right to defend, settle or compromise any claims
arising hereunder and the Issuing Authority shall cooperate fully herein. If the Issuing Authority determined in good
faith that its interests cannot be represented by the Licensee, the Licensee shall be excused from any obligation to
represent the Town. Notwithstanding the foregoing, the Licensee shall not be obligated to indemnify the Town for
any damages, liability or claims resulting from the willful misconduct or negligence of the Town or for the Town’s
use of the Cable System, including any PEG channels.

(b) In order for the Town to assert its rights to be indemnified, defended and held harmless, the Town must:

(i) provide reasonable and timely notice of any claim or legal proceeding as not to prejudice the Licensee’s
ability to defend the Issuing Authority or Town;

(ii) If the Licensee is obligated to defend and indemnify the Town against such claims or actions, the Licensee
shall in its sole discretion control such defense, compromise or settlement or other resolution or disposition of
such claim or proceeding. The Licensee agrees to make every effort to include the Town in the participation of
any such compromise, settlement or other such resolution or disposition of such claim or proceeding. In the
event the Town determines its interests cannot be represented in good faith by the Licensee, the Town may
otherwise seek legal representation;

iii) The Town shall fully cooperate with the reasonable requests of the Licensee in its participation in, and
control, compromise, settlement or resolution or other disposition of such claim or proceeding subject to
subparagraph (ii) above.

(c¢) The Town hereby reserves to itself, and the Licensee acknowledges the Town's right, to the extent, authorized by
applicable law or regulation, to intervene in any suit, action or proceeding directly relating to the provisions of this

License.

4.2 Insurance

A. The Licensee shall maintain throughout the term of the Franchise insurance in amounts at

least as follows:

Workers' Compensation Statutory Limits

Commercial General Liability [$1,000,000] per occurrence,

Combined Single Liability (C.S.L.)

[$2,000,000] General Aggregate

14
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Auto Liability including coverage [$1,000,000] per occurrence C.S.L.
on all owned, non-owned

hired autos Umbrella Liability

Umbrella Liability [$1,000,000] per occurrence C.S.L.

B. The Town and Franchising Authority shall be added as an additional insured to the above Commercial General
Liability, Auto Liability and Umbrella Liability insurance coverage.

C. The Licensee shall furnish the Franchising Authority with current certificates of insurance evidencing such
coverage.

4.3 Performance Bond

The Licensee shall submit and maintain throughout the License a bond with corporate surety satisfactory to
the Issuing Authority in the amount of twenty thousand dollars ($20,000.00) conditioned on the following terms:

(1) The satisfactory operation of the Cable System in accordance with the provisions of M.G.L. c. 166A §§
5(a), (m) & (n) and this License.

(2) The satisfactory restoration of pavements, sidewalks and other improvements in accordance with
M.G.L. c. 166A § 5(g) and as approved by the Issuing Authority and Superintendent of Streets of the Town;

(3) The sightly preservation of trees and the vegetation in accordance with M.G.L. .c. 166A § 5(g) and as
approved by the Issuing Authority and Tree Warden;

(4) The indemnification of the Town in accordance with M.G.L. .c. 166A § 5(b);

(5) The satisfactory removal of the cable system in accordance with M.G.L. .c. 166A § 5(f) and within six
(6) months from the date of lawful notice from the Issuing Authority to so remove the cable system.

(6) Substantial compliance with material terms of license

Said bond shall be a continuing obligation throughout the entire term of this Renewal License, and
thereafter until the Licensee has satisfied all of its obligations to the Town that may have arisen from the grant of the
Renewal License or from the exercise of any privilege herein granted. In the event that the Town recovers from said
surety, the Licensee shall take immediate steps to reinstate the performance bond to the appropriate amount required
herein. Neither this section, any bond accepted pursuant thereto, nor any damages recovered thereunder shall limit
the liability of the Licensee under the Renewal License.

15
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5 Subscriber Rights And Consumer Protection

51 Customer Service Office/Payment Center/Telephone Answering Service

(a) Licensee shall maintain and operate a third party payment center in the Town of Northbridge, subject to
availability of a commercially practicable payment center, for accepting payments. In addition, in the event
Licensee maintains a customer service office or third party payment center in a community contiguous to
Northbridge, said office shall be available to Northbridge subscribers.

(b) The Licensee shall maintain a publicly listed toll-free telephone number for Subscriber access to customer
service representatives and its hours of service shall meet or exceed the F.C.C.'s requirements for service during
normal business hours. See 47 Code of Federal Regulations, s. 76.309 (c)(4) for definition of normal business

hours.

(¢) Qualified customer service representatives will be available to respond to customer telephone inquiries in
accordance with Section 5.1 of this License. Such representatives will provide information to help Subscribers
troubleshoot basic problems including VCR/DVD/cable interconnect problems.

(d) Under normal operating conditions, telephone answer time by a customer service representative, including wait
time, and the time required to transfer the call, shall not exceed 30 seconds, 90% of the time 24 hours per day, 7
days a week, as measured quarterly. In enforcing this provision, the Issuing Authority shall take into considerations
any temporary special circumstance effecting the Licensee’s ability to comply (such as upgrading or expansion of
the call center or the deployment of advanced services requiring additional personnel training and customer
education) provided always that the Licensee can show that such circumstances will result only in temporary effects
upon compliance. Licensee agrees to maintain an automated call distribution system capable of monitoring
compliance with this standard and shall provide the Town, upon written request, with quarterly printouts of
telephone response data. For purposes of the foregoing, normal operating conditions shall be as defined in 47 Code

of Federal Regulations s. 76.309.

5.2 Initial Installation And Service Call Procedures In Wired Areas

(a) The Licensee shall install cable service in all areas of the Town to those residents whose homes are passed by
the Cable System and who have requested service within seven (7) business days of said request for standard aerial
installations and within ten (10) business days, weather permitting, of a request for underground installation, subject
to Licensee's receipt of necessary permits and easements on reasonable terms and conditions.

(b) The Licensee shall specify to the Subscriber, in advance, whether said installation visit or service call will occur
in a weekday morning block, weekday afternoon block, weekday evening block, or a Saturday block. Evening
service visits (after 6:00 p.m.) shall be available on a scheduled basis, subject to availability and subject to safety
considerations. If Licensee cannot make an appointment, Licensee shall call the Subscriber in advance to cancel.
The Licensee shall give priority for next day or next "available time" installation or service appointments to
Subscribers who cannot be scheduled within the aforementioned time periods. Unless caused by a Subscriber's
failure to make the premises available to the Licensee at the time scheduled, failure to make the installation or
service call as scheduled shall require the Licensee to automatically offer a priority cable installation or service visit
to the affected Subscriber at a time mutually agreeable to the Licensee and said Subscriber, but in no case later than
three (3) working days following the initial installation date, or 24 hours following the service date, unless mutually
agreed to otherwise by said Subscriber and the Licensee. In the event a service problem is attributable to technical
problems in the Cable System but are wholly within parts of the Cable System that are not on private property,
Licensee shall not require Subscribers to be at home at the time of the service call.

(¢) Under normal operating conditions, the Licensee shall respond within 24 hours to service complaint calls or
requests for repair service where there is a loss of picture or audio on all Channels. Under normal operating
conditions, all other service complaint calls or requests for repair service shall be responded to within thirty-six (36)
hours, except that Subscribers can schedule service visits beyond this time frame at the Subscriber's option. These
standards shall be met in accordance with FCC standards in effect as of the execution of this License.
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(d) The Licensee shall ensure that there are stand-by service personnel on call at all times after normal business
hours. The answering service shall be required to notify the stand-by personnel of an unusual number of calls or a
number of similar calls or a number of calls coming from the same area.

(e) System Outages deemed to occur upon the failure of service to five (5) or more Subscribers at or about the same
time and in the vicinity of each other that are served by the same amplifier, shall be responded to immediately,
twenty-four (24) hours a day by Licensee personnel. Licensee shall supply a paging number to a designee of the
Issuing Authority, if requested, which shall not be available to the general public, and which is capable of reaching
appropriate management personnel in the event that emergency repair service is needed and which is to be used only
if normal Licensee lines do not allow a rapid connection to appropriate Licensee personnel. The term emergency in
the foregoing sentence shall mean events involving potential injury to persons or property, or loss of service to
substantial areas. Licensee shall maintain a staff of stand-by technicians who are ready to make the necessary

repairs in the event of such an emergency.

5.3 Subscriber Solicitation Procedures

e — At

Licensee will provide all prospective Subscribers with complete, clear and concise written information prior to or at
the time of initial installation of Cable Service and Licensee shall annually provide existing Subscribers with
equivalent information, subject to applicable law. Such materials shall clearly disclose the price and other
information concerning Licensee's lowest cost service. Such information shall include but not be limited to the

following:

(a) All services, rates and charges, including but not limited to deposits, if applicable, installation costs,
additional television set charges, service upgrade or downgrade charges, and relocation of cable outlet charges.

(b) Written information concerning billing and termination procedures, procedures for ordering changes in or
termination of services, and all refund policies, including the availability of rebates or credits for loss of service.

(c) Written information concerning known incompatibilities associated with the utilization of video cassette
recorders and cable ready television sets with cable service(s), and information on the cost for hocking up VCRs and

any other associated VCR costs or charges.

(d) Written information concerning the availability of special equipment such as A/B switches and parental
control devices.

(¢) Written information concerning the Licensee's privacy policies, pursuant to state and federal law.
(f) Written information concerning steps to take in the event of loss of service; and
(g) Any other customer service disclosures required by federal or state law.

(h) If requested by a subscriber, Licensee shall exercise reasonable efforts to provide information relevant to
use of the Cable System for hearing impaired or other disabled persons.

5.4 Billing Practices Information And Procedures

(a) The Licensee shall inform all prospective Subscribers of complete information respecting billing and collection
procedures, procedures for ordering changes in or termination of service, and refund policies, upon solicitation of
service and prior to the consummation of any agreement for installation of service. Subscribers shall not be billed in
advance by more than a one month period except: in the case of demonstrated credit problems involving payment
delinquency including more than one disconnection; seasonal situations where a greater period of advance billing is
approved by the Division; or in the case of optional promotions offered by Licensee.

(b) Licensee will comply with the consumer protection regulations of the Division, 207 CMR 10.00 et seq., as

amended, which regulations are incorporated herein by reference and Licensee shall comply with applicable
customer service and consumer regulations promulgated by the Federal Communications Commission.
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